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Using ZENworks with Novell Service Desk 


About This Guide 


This guide includes information that helps you to configure Novell Service Desk to seamlessly work 
with the Configuration Management tool, so that the Novell Service Desk users can manage incidents 
more efficiently. 


The information in this guide is organized as follows: 


* Chapter 1, “Overview,” on page 7 

* Chapter 2, "Configuring ZENworks with Novell Service Desk," on page 9 

* Chapter 3, "Managing ZENworks Bundles,” on page 25 

* Chapter 4, "Using ZENworks Remote Management with Novell Service Desk," on page 39 


Audience 


This guide is intended for administrators. 


Feedback 


We want to hear your comments and suggestions about this manual and the other documentation 
included with this product. Please use the User Comments feature at the bottom of each page of the 
online documentation. 


Additional Documentation 
Novell Service Desk is supported by other documentation that you can use to learn about and 


implement the product. For additional documentation, see the Novell Service Desk documentation 
Web site (http://www.novell.com/documentation/servicedesk7/). 
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Overview 


Novell Service Desk is a complete service management solution that allows you to easily monitor and 
solve service issues so that there is minimal disruption to your organization. Novell Service Desk 
provides an online support system to meet the service requirements of all your customers, 
administrators, supervisors, and technicians. 


The key capabilities include: 


¢ User-friendly interface that offers an easy-to-use Knowledge Base and Request tracking system 
for your customers. 


¢ Easy-to-use tools that enable technicians to offer the most effective and efficient support service. 


* Comprehensive management and reporting for the service desk, its technicians, and all support 
issues. 


* Ability to use Novell ZENworks Configuration Management bundle management features from 
the Novell Service Desk user interface. 


The Novell Service Desk software solution is completely Web-based and is highly scalable. The 
application can be deployed on Windows or Linux and supports a variety of RDBMS. 


Novell Service Desk has the following editions available: 


* Novell Service Desk for Incident Management: Includes Incident, Configuration, and Service 
Level Management (Basic) functionality with an emphasis on internal or external customer 
support. 


* Novell Service Desk for ITIL Management: Α comprehensive service management solution 
that is fully compliant with Information Technology Infrastructure Library (ITIL) standards. 
Novell Service Desk for ITIL Management supports eleven core ITIL processes including 
Request, Incident, Problem, Change, Configuration, and Service Level Management. This 
enterprise-wide solution delivers complete customer service and support for any size of 
organization. 


Overview 
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Configuring ZENworks with Novell 
Service Desk 


Novell Service Desk enables the integration of ZENworks with Novell Service Desk. Novell Service 
Desk can be configured to work seamlessly with the ZENworks Configuration Management tool, 
which allows Novell Service Desk users to use the ZENworks tool to efficiently and quickly resolve 
incidents for a device. 


IMPORTANT: You must ensure that the time on the Novell Service Desk server, the server hosting 
the user source, and the ZENworks Primary Server that is configured for the Novell Service Desk 
server is synchronized. 


* Section 2.1, “Logging in to the Novell Service Desk User Interface,” on page 9 

* Section 22, "Integrating ZENworks with Novell Service Desk," on page 10 

* Section 23, "Importing the ZENworks User Source to Novell Service Desk," on page 12 

* Section 2.4, "Assigning Processes to Users Imported to Novell Service Desk," on page 14 

* Section 2.5, "Adding the Users to a Team," on page 15 

* Section 2.6, "Importing the ZENworks Device Details to Novell Service Desk," on page 15 

* Section 27, "Configuring Novell Service Desk By Using ZEN works Control Center,” on page 16 
* Section 2.8, "Configuring the ZEN works Primary Server Details,” on page 18 


* Section 2.9, "Configuring the ZENworks Primary Server Details in Novell Service Desk," on 
page 19 


* Section 2.10, "Logging in to the Novell Service Desk User Interface through ZENworks," on 
page 24 


2.1 Logging in to the Novell Service Desk User Interface 


1 Use a Web browser to go to the following URL: 
http://Novell Service Desk:port/LiveTime/WebObjects/LiveTime.woa/wa/Login 


Replace Novell, Service Desk with the IP address or DNS name of the Novell Service Desk Server 
and replace port with the port number specified during the installation of Novell Service Desk. 
The default port is 8700. 


2 In the login dialog box, specify the credentials and click Login to display the Novell Service Desk 
user interface. 
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2.2 Integrating ZENworks with Novell Service Desk 


For Novell Service Desk to seamlessly work with ZENworks Configuration Management, you must 
first enable ZENworks on the device and then enable ZENworks authentication for Service Desk 
users. 


NOTE: The integration of Novell Service Desk 7.0.3 works with ZENworks 11 SP1 or later, though 
Service Desk makes no checks and allows integration attempts with prior versions of ZENworks. 


* Section 2.2.1, “Enabling ZENworks,” on page 10 
* Section 2.2.2, “Enabling ZENworks Authentication for Service Desk Users," on page 11 


2.21 Enabling ZENworks 


1 Log in to the Novell Service Desk user interface as a supervisor or administrator. 


2 Click Setup > Privileges > System. 


Des ë nrm Fee των ἱπκωωκάνα liema Ἠσίπωω CAP 0 feet Big AME 


Privieges 
ae Care fon 
Genres ρε 
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Temata Actve τενκον GETS ^ 
Detect Name Patter — [Fest nama| [Latt eae ΄ 
oww sen Oon ο] 
Ope Provider n KS 
ο------».. on NER 
ΣΕ νυν νο Integration Optone 
Enable ZEMeoka wiegie yes NIB 
foram Optone 
Letom ver | N 
755. ERR 
Fui Fon ECR ^ 
Chat Optens 
cao RI 


3 In the General Settings panel, set the Enable ZENworks Integration option to On. 
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This enables the ZENworks tab in the Novell Service Desk menu. 


teat  Costomfiels iiep Customáre Localization — Licemes — Database LDAP 51} Reports Billig Aut ζέμοοναν 


Temnate Actwe Season ἕν No 
Detaut Name Palteem = [Fest name) [Last name) - 


Ovibcund wee Serce On NB 


OpenID Pré On ZB 
Opert Consumer On ED 
ZENworks Integrabon Optons 


Enable ZENowonts Integratoo Ie d No 


Enabie ZENworks Remote Control SAL] No 


forum Opbons. 
Use Forums Ia C No 
Detaut Sort Orcer (ΚΠΣ Descending 
Public Forums MAC No 
Chat Optons 
Enable Chat i (3 No 


Chat Request Aspgament [Technician | Team 


Detna Tectesoae Ava atat, Yes ES 
Outages Opbons. 


2.2.2 Enabling ZENworks Authentication for Service Desk Users 


1 Log in to the Novell Service Desk user interface as a supervisor or administrator. 


For more information on logging in to the Novell Service Desk user interface, see Section 2.1, 
"Logging in to the Novell Service Desk User Interface," on page 9. 


2 Click Setup » Privileges » System. 
3 In the General Settings panel, set the OpenID Consumer option to On. 
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Emaili CustomFieids «Privileges — Custeestze Localization Licemies Database LDAP. 550 Reports Diling AmE 8 TENworta 


Passwords Random Manual 
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Sesmon Timeout 10 |o] (rmurnutes) 


Terminate Actve Seswon ας 3 No 
Defaut Name Patlem — [First name] [Last name) - 
Ουδουρά Web Services On ΚΞ 
OpeniD Provider On M 
OpeniD Consumes GE oft 


ZENworks Integration Optbons 
Enable ZENworks Integraten Ma (73 No 


Enable ZENworks Remote Contro: BIEN No 


Fonsm Options 
Use Forum Ia (η No 


Detaut Sort Order (EPI Descending 
Pubic Forums No 


Chat Options 
Enable Chat Bia No 


Chat Request Assignment Ie (ei s a) Team 


Defaut Technoan &valabür, Yes KS 
Ovtages Options 


4 Click Save. 


The ZENworks icon fo} is now displayed on the Novell Service Desk login page. 


2.3 Importing the ZENworks User Source to Novell Service 
Desk 


1 Log in to the Novell Service Desk user interface. 


For more information on logging in to Novell Service Desk, see Section 2.1, “Logging in to the 
Novell Service Desk User Interface,” on page 9. 


2 Click Setup > Authentication. 
3 On the LDAP or Active Directory Setup page, click Edit. 
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Setup 


Email Custom Fields Privileges Customize Localization Licenses Database LDAP SSO Reports Billing AMIE 


LDAP Setup 
Advanced 


Test Results e! 
Connection Test @ Passed | 


| User Groups 
Administrators Found 5 
Supervisors Found 2 
Technicians Found 6 
Partners Found 3 
Managers Found 3 
Finance Found 3 
Customers Found 6 

Licenses 


| ncident Management ας Purchased (Used 6) 
Limit 
| Problem Management 


Limit As Purchased (Used 5) 


| Change Management 


As Purchased (Used 6) 


Request Management. Purchased (Used 6) 


4 Select one of the following authentication types: 
* LDAP Server Authentication: Go to Step 5. 
9 Active Directory Server Authentication: Go to Step 6. 
5 (Conditional)If you are using LDAP server authentication, configure the settings: 
5a Fill in the following fields: 


Security: Select the type of user authentication (Secure Socket Layering (SSL) or Clear Text 
authentication). You can choose to use an anonymous or password-protected login. If you 
choose an anonymous login, ensure that anonymous access to the directory is available. 


Server Host: Specify the host name or IP address of the LDAP server. 
Server Port: Specify the LDAP server port. The default port is 389. 


User Name: Specify the username to authenticate in to the LDAP server or leave this blank 
for anonymous connections. For example, cn=admin, o-novell. 


Password: Specify the password. 
BaseDN: Specify the base domain name. 


The base domain name refers to the domain location of the user groups. For example, if the 
location of the user groups is 

ou=UserGroups, ou=MIS, dc=myoffice, dc=mycompany, dc=com, you must specify 
ou=UserGroups, ou=MIS, dc=myoffice, dc=mycompany, dc=com. 
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2.4 


Include Customers: Ensure Yes is enabled. Internal Authentication is not supported by 
ZENworks. 


Mix Mode: Ensure No is enabled. Internal Authentication is not supported by ZENworks. 


Default Timezone: Select the default time zone to be applied to all the user accounts that 
are imported by using the authentication server. 


5b Click Save. 
5ο Click Advanced. 
5d Set the GUID option to Standard, and select GUID. 
5e Skip to Step 7. 
6 (Conditional) If you are using Active Directory server authentication, configure the settings: 


6a Perform the following fields: 


Domains: Click New to specify a Active Directory domain. 


Security: Select the type of user authentication (Secure Socket Layering (SSL) or Clear Text 
authentication). You can choose to use an anonymous or password-protected login. If you 
choose an anonymous login, ensure that anonymous access to the directory is available. 


Server Host: Specify the host name or IP address of the Active Directory server. 
Server Port: Specify the Active Directory server port. The default port is 389. 


User Name: Specify the username to authenticate in to the Active Directory server or leave 
this blank for anonymous connections. 


Password: Specify the password. 


Users Node: The component of the base domain name that refers to the location of the User 
Groups. For example, cn=users. 


Include Customers: Ensure Yes is enabled. Internal authentication is not supported by 
ZENworks. 


Mix Mode: Ensure No is enabled. Internal authentication is not supported by ZENworks. 


Default Timezone: Select the default time zone to be applied to all the user accounts that 
are imported by using the authentication server. 


6b Click Save. 
6c Click Advanced. 
6d Set the GUID option to Standard, and select object GUID. 


7 Click Test to create a connection to the LDAP Server. 


Click Sync to run the synchronization process manually. This is useful for the initial deployment 
and when new directory server accounts have been created for users requiring immediate access 
to the system. 


Assigning Processes to Users Imported to Novell Service 


After you have imported the ZENworks users to Novell Service Desk, you must assign the 
appropriate user processes to the users: 


1 Log in to the Novell Service Desk user interface. 
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For more information on logging in to Novell Service Desk, see Section 2.1, “Logging in to the 
Novell Service Desk User Interface,” on page 9. 


2 Click User. 
3 Inthe Users page, click the user name for whom you want to assign the processes. 


4 Select the processes you want to assign to the user and then click Save. 


25 Adding the Users to a Team 


You must assign the user to one or more support teams. Before assigning the user to a team, you must 
ensure that one or more processes has been assigned to the user. For more information on assigning 
processes to users, see Section 2.4, "Assigning Processes to Users Imported to Novell Service Desk," 
on page 14. 


To add users to a team: 


1 Loginto the Novell Service Desk user interface as a supervisor or administrator. 


For more information on logging in to Novell Service Desk, see Section 2.1, "Logging in to the 
Novell Service Desk User Interface,” on page 9. 


Click User >Users. 
On the Users page, click the name of the user you want to assign to a team. 


In the Add By option, select Team. 


ao fF o N 


In the Find Team option, specify the team or click @ to list all the support teams for the processes 
that the user is assigned to. 


6 Click the teams that you want to add the user to. 
7 Click Save. 


2.6 Importing the ZENworks Device Details to Novell Service 
Desk 


You import the ZENworks Device Details to Novell Service Desk by using database mapping: 


1 In Novell Service Desk user interface, click Setup » AMIE » New. 
2 In the Server section of the AMIE page, select the type of the inventory management product. 
3 Fill in the fields in the Database section: 

Type: Select the database type. 

Host: Specify the hostname or IP address of the database. 

Port: Specify the port number for the database server. 

Name: Specify the database name. 

Username: Specify the username. 

Password: Specify the password. 


For the internal Sybase database, you can obtain the password by running the following 
command:. 


zman dgc 


For other databases, use the password that you configured during the ZENworks Primary 
Server installation. 
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2.1 


Schema: Specify the schema type. Depending on the database type, you must specify one of the 
following schema types: 


* ForSybase: zenadmin 
* For MS SQL: dbo 
* For Oracle: ZENWORKS 


Catalog: Specify the catalog name. Typically this would be the name of the database. Depending 
on the database type, you must specify one of the following catalog types: 


* ForSybase: zenworks 
* For MS SQL: zenworks zonename 


Replace zonename with the name of the management zone in which the Primary Server is 
installed. 


* For Oracle: ZENWORKS 


In the Notification section, select whether you want notify technicians for generated change 
requests. You can do this only if Control CMS via RFC is also enabled. 


Fill in the fields in the Ownership section: 

Unassigned (Import Items as Global): Select this option if the items are to be globally owned. 
System User: Select this option to assign imported items to the System User. 

Selected Customer: Select this option to assign imported items to a specific customer. 

Fill in the fields in the Synchronization section: 


Auto Create New Items: This option is visible only when a single AMIE source is defined 
within AMIE. Click Yes to automatically create items upon synchronization, relative to the 
"Control CMS via RFC" setting in the Setup > Privileges > Requests tab. If the setting is disabled, a 
snapshot of imported asset information is listed within the Super > Configuration > AMIE 
Snapshots tab. 


Frequency: Choose a synchronization interval. You can leave this set to Never if the database will 
be synchronized manually. 


The synchronization time can vary, depending on the connection speed with the external service 
and the database size. 


7 Click Test to initiate a connection and test the setup. 
8 Click Save. 


9 Inthe AMIE page, click the server whose device details you want to import 


10 


Click the Import button. 


Configuring Novell Service Desk By Using ZENworks 
Control Center 


You need to configure Novell Service Desk so that users can log in to ZENworks and use ZENworks 
tools to resolve incidents for a device. 


* 


* 


* 


Section 2.7.1, "Configuring the OpenID Setting," on page 17 
Section 2.7.2, "Configuring the User Source in ZENworks Control Center," on page 17 
Section 2.7.3, "Creating ZENworks Administrators," on page 17 
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27.1 Configuring the OpenID Setting 


To log in to ZENworks Control Center from Novell Service Desk, click the [ο] in the Novell Service 
Desk user interface. For information on integrating the ZENworks icon with Novell Service Desk, see 
Section 2.2, “Integrating ZENworks with Novell Service Desk,” on page 10. 


If you want to maintain the session that was started when you first logged in to ZENworks through 
Novell Service Desk, you need to configure the OpenID setting in ZENworks Control Center: 


1 


ao Aà OO N 


Log in to ZENworks Control Center from a ZENworks Primary Server that is configured with 
Novell Service Desk. 


For more information on configuring ZENworks Primary Server with Novell Service Desk, see 
Click the Configuration tab. 

Click Infrastructure Management. 

Click the OpenID Settings link. 


On the OpenID Settings page, select the Create ZCC session while authenticating external services 
option. 


Click Apply, then click OK. 


2.7.2 Configuring the User Source in ZENworks Control Center 


In ZENworks Control Center, you must add the same user source that has been imported to Novell 
Service desk. 


1 


Log in to ZENworks Control Center of a ZENworks Primary Server that is configured with 
Novell Service Desk. 


For more information on configuring ZENworks Primary Server with Novell Service Desk, see, . 


2 Click the Configuration tab. 


3 In the User Sources panel, click New to launch the Create New User Source Wizard. 


4 Follow the on-screen prompts to create the connection to the user source. For information about 


each of the wizard options, click the Help button. 


2.4.3 Creating ZENworks Administrators 


In ZENworks Control Center, you need to create an administrator account and provide the 
appropriate rights. 


1 


Log in to ZENworks Control Center from a ZENworks Primary Server that is configured with 
Novell Service Desk. 


For more information on configuring ZENworks Primary Server with Novell Service Desk, see . 


2 Click the Configuration tab. 


3 In the Administrators panel, click New » Administrator to display the Add New Administrator 


dialog box. 


4 Select the Based on User(s) in a User Source option. 


5 Click Add, then browse for and select the user you want. 
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6 Follow the on-screen prompts to create the administrator. For information about each of the 
wizard options, click the Help button 


The newly created administrator account is granted rights to view all objects in the Management 
Zone. To grant additional rights, or to limit the administrator's rights to specific folders only, you 
need to modify the rights. For more information on managing administrator rights, see the 
Novell ZENworks 11 System Administration Reference at the Novell Documentation Web site (http:/ 
/www.novell.com/documentation/zenworks11/). 


2.8 Configuring the ZENworks Primary Server Details 


To log in to ZENworks Control Center of a ZENworks Server from the Novell Service Desk user 
interface, you must configure the details of the ZENworks Primary Server: 


1 In the Novell Service Desk user interface, click Setup > AMIE > ZENworks. 


Novell 


Emal Custom Fields Privileges Customize Localization Licenses Database LDAP 550 Reports 


Billing AMIE System Adminstrator 


AMIE 


Setup Import Customize ae | 


General Settings 


Server Address https //164 99 186 132 


IP Field fields 


OS Field feld20 


OpeniD Provider 
Name ZENworks 


d 


URL https //164 99 186.132/zenworks/?request Handler- 2 ENOpeniDHandler 


—RW «δω. 


2 In the General Settings section, specify the following information: 
Server Address: Specify the IP address of the ZENworks Primary Server. 


User Source: Specify the name of the user source that has been added in ZENworks Control 
Center. 


For more information on configuring user source in ZEN works Control Center, see Section 2.7.2, 
"Configuring the User Source in ZENworks Control Center," on page 17. 


IP Field: By default within the AMIE mapping file, Field 4 in the Details Tab of an item is be 
used for the IP address (network address) of a device. This can be edited, if necessary. 


OS Field: By default within the AMIE mapping file, Field 20 in the Details Tab of an item is 
used to record the OS information of a device. This can be edited, if necessary. 


3 Read the information displayed in the OpenID Provider panel: 
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The OpenID Provider panel is displayed only if authentication of Service Desk users through 
ZENworks has already been enabled. For more information, see “Enabling ZENworks 
Authentication for Service Desk Users” on page 11. 


Name: Displays ZENworks as the OpenID Provider name. 


Icon: Displays the ZENworks icon that will be available on the Novell Service Desk login page 
for the Service Desk customers and users accessing Service Desk. 


URL: This field is initially blank. It display the OpenID Provider URL that is automatically 
generated based on the address specified in the Server Address option when you click Save. 


4 Click Save. 


The URL option in the OpenID Provider panel displays the OpenID Provider URL that is 
automatically generated based on the address specified in the Server Address option. 


2.9 Configuring the ZENworks Primary Server Details in Novell 
Service Desk 


To allow Novell Service Desk users to use ZENworks Bundle, Remote Management features, or to 
login to ZENworks Control Center from the Novell Service Desk User Interface, you must configure 
the details of ZENworks Primary Server. 


You can use one of the following options: 


NOTE: Automatic Configuration is applicable for ZENworks 11.2.3 and higher versions only. For 
earlier versions of ZENworks, use the Manual Configuration option. 


* Section 2.9.1, “Automatic Configuration,” on page 19 


* Section 2.9.2, “Manual Configuration," on page 21 


2.9.1 Automatic Configuration 


1 Inthe Novell Service Desk user interface, click Setup > ZENworks. 
2 Inthe General tab, specify the ZENworks Server address. 


3 Select Automatic Configuration to automatically exchange certificates. 
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ΝΟΤΕ: 


* The Novell Service Desk and ZENworks certificates need to be exchanged to complete the 
registration process. 


¢ Ensure that the system time is in sync with Novell Service Desk and ZENworks Server. 


Information 


Certficates between Novell Service Desk and ZENworks are exchanged automatically after providing Novell 
Service Desk server address in ZENworks Control Center. 
Note; Automatic configuration « applicable for ZENworks 11.2.3 and higher versions only, 


| ZENworks Setup i 


ZENworks Server Settings 
ZENworks Server Address] https //164.99 98 82 


ZENworks Configuration Settings 
Automatic Configuration 9 


Manual Configuration 


To register Novell Service Desk details in ZENworks 


1 Login to the ZENworks Control Center, click Configuration > Service Desk Management > Service 
Desk Registration. 


2 Select Import NSD Certificate by directly contacting the server. 


3 Provide Novell Service Desk Server address in the ZENworks Control Center for automatic 
exchange of certificates. 


4 Click Import Certificate. 
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5 After the certificate is imported, click Apply. Click ΟΚ. 


s 


Configuration > Service Desk Registration 


Service Desk Registration 


onfigure settings related to Service Desk registration 


πι 


i 


Service Desk Registration 


| 


Register Service Desk server 


i 
i 
: 


G import NSO certificate by directly contacting the server 


i 


^ Use SSL 
C import certificate from a file 


ii 


Quick Tasks. a 


Service Desk Certificate: 


Display Quick Tasks for: 
© Current Session Issued To: C=US, OeLivelime, CN«164.59.166.90 
C Al Sessions issued By: σος, O9LiveTime, CN-164.99.164.90 


/alid from: Sum Jul 21 12:11:05 IST 2013 
Valid until: Thu Jul 20 12:11:05 IST 2025 


$ Fingerprint: 
271:7d:d2:84:29:a3:a8:a0:bd:4e:890:4a:066:71:8a:ed 
SEAL Fingerprint: 


dé:a3:23:19:233:81:33:83:02:00:06:5b:12:068 :7b:3f:28:48. v] 


2.9.2 Manual Configuration 


1 In the Novell Service Desk user interface, click Setup > ZENworks. 
2 Inthe General tab, specify the ZENworks Server address. 
3 Select Manual Configuration. 
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Email Custom Fields Privileges Customize Localization Licenses Database LDAP 550 Reports filling AMIE ZENworks 


Information 
Manually download the Novell Service Desk certificate and import it to ZENworks. 


ZENworks Server Address] https //164 99 98.82 


ZENworks Configuration Settings 
Automatic Configuration 
Manual Configuraten ο 


Download Certificate Reset Certificate 


4 Click Download Certificate and store it on the local drive. 


To Register Novell Service Desk details in ZENworks: 


1 Login to the ZENworks Control Center, click Configuration > Service Desk Management > Service 
Desk Registration. 


2 Select Import Certificate from a file. 


22 Using ZENworks with Novell Service Desk 


Lomfgerrtes > Service Desk Regritration 


^ Meme 
5 Derce: 
a wen Service Drk Angistr stion 
Policies ο ο often 
= bundles 
d Patch Management Service Des Angist ation 
E " . F οφ. service Deb verve 
T Φε And Share 
m © owmport MD. certificate by @rectly contacting the server 
Server same P adores Pert 


sre 


F uve 55 
Darrere πο ham e C 


| Canfigaration Vents ^ Se αἱ 
meiege Come fe path C Users VBen Orsio Secese 
Fase d tary Garey ater Doare- | 
-— ο... om 
ην Cnet ^ - Cam 
ο. ο. - ΤΙ; L 
Dipi Quich. Tasa for issued To: οσα, O"LiveTime, Οὔ» 64.92.1464. 9$ 


Έτους By: C909, ο νετ, C)9144.99.104.$$ 


^ 
AB ssis Valis frem Sen Jul 21 


Valid 25111)! Tha Ζω] 20 


$ fingerprint: 


AIRC IT'TS IFI :a3:a0 iaC ibi Ἡ 14a:ed i Tic tered 

SRAI Fingerprint: 

OG τετ ο τν ντα | πι BE 2848 zj 
om t- M c 


3 Click the browse button, and upload the Novell Service Desk certificate downloaded in Step 4. 
Click Apply. Click OK. 
Open ID Settings 


1 In the Novell Service Desk user interface, click Setup > ZENworks. 


2 Click Openld tab. 


των Conte Fui «Privileges Εως (icsi κ Detabane τν SO Reports feq ΑΕ PS 


URL ρε 164 99 95 12 cement oeque andhess ΤῈ N Opel OH anten 


3 Read the information displayed in the OpenID Provider panel: 
The OpenID Provider panel is displayed only if authentication of Service Desk users through 
ZENworks has already been enabled. For more information, see "Enabling ZENworks 
Authentication for Service Desk Users" on page 11. 
Name: Displays ZENworks as the OpenID Provider name. 


Icon: Displays the ZENworks icon that will be available on the Novell Service Desk login page 
for the Service Desk customers and users accessing Service Desk. 
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URL: This field is initially blank. It display the OpenID Provider URL that is automatically 
generated based on the address specified in the Server Address option when you click Save. 


4 Click Save. 


The URL option in the OpenID Provider panel displays the OpenID Provider URL that is 
automatically generated based on the address specified in the Server Address option. 


2.10 Logging in to the Novell Service Desk User Interface 
through ZENworks 


1 Use a Web browser to go to the following URL: 
http://Novell Service Desk:port/LiveTime/WebObjects/LiveTime.woa/wa/Login 


Replace Novell. Service Desk with the IP address or DNS name of the Novell Service Desk server 
and replace port with the port number specified during the installation of Novell Service Desk. 
The default port is 8700. 


NOTE: If you choose to use Internet Explorer 8.0 browser to log in to Novell Service Desk, you 
must ensure that the version of the browser is higher than Internet Explorer 8.0.7600.16385. 


2 Click the ZENworks icon on the Novell Service Desk Login page. 


3 In the Novell ZENworks login dialog box, specify the credentials and click Login to log in to the 
Novell Service Desk user interface. 
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3.1 


Managing ZENworks Bundles 


Novell Service Desk allows Novell Service Desk users to use the ZENworks Bundle Management 
capability to efficiently and quickly resolve the incidents raised for a device. 


Use the following information to manage the ZENworks bundles that are applicable for a service 
request: 

* Section 3.1, "Listing the Bundles For a Service Request,” on page 25 

* Section 32, "Viewing Bundle Information," on page 27 

* Section 3.3, “Assigning a Bundle to a Device,” on page 28 

* Section 34, "Assigning a Bundle to a Customer," on page 29 

* Section 3.5, "Removing a Bundle Assignment from a Device," on page 30 

* Section 3.6, "Removing a Bundle Assignment from a Customer," on page 31 

* Section 3.7, "Searching For Bundles,” on page 31 

* Section 3.8, "Blocking the Bundles," on page 33 

* Section 3.9, "Unblocking Bundles," on page 35 

* Section 3.10, "Bundle Quick Tasks," on page 36 


Listing the Bundles For a Service Request 


In the Novell Service Desk user interface, you can choose to list only the device-assigned bundles, the 
customer-assigned bundles, or all the ZENworks bundles that are applicable for a particular service 


request. 
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9.1.1 


9.1.2 


Novell 


Agreement Warranty 
Progress GU) 
y | 1107021651 
41/102 16:51 
2 Days, 23 Hrs, 50 Mins (100%) 
- 1107/2 1651 
Local Time Wed, 7 Nov 2012 
“ig Wem a ρ 
Type Vitwore Vitus] g ZENI1SP1P1-Linux-Bundle-Adobe-95 Linux Bundle 
>) ciSO4t49cO70et29bb6f69ent3dac2f8 Fie Bundle 


Escatstion Layer (Layer 1 of 1) 
Technicien Shashi Kala 


Subject | install group 


ο τετ install gQroupW.~~ wee 


For more information, review the following sections: 


* Section 3.1.1, "Listing the Device Bundles,” on page 26 
* Section 3.1.2, “Listing the Customer Bundles,” on page 26 
* Section 3.1.3, "Listing All the ZENworks Bundles," on page 27 


Listing the Device Bundles 


To list all the ZEN works bundles that are assigned to the device for which the service request has 
been entered: 
1 Login to the Novell Service Desk user interface through ZENworks. 


For more information, see "Logging in to the Novell Service Desk User Interface through 
ZENworks" on page 24. 


2 In the Tasks panel, click the service request you want to resolve. 
3 In the ZENworks Tools panel, click Bundles. 
By default, the Bundles panel lists all the bundles that are assigned to the device. 


Listing the Customer Bundles 


To list all the ZEN works bundles that are assigned to the customer who entered the service request: 


1 Log in to the Novell Service Desk user interface through ZENworks. 


For more information, see "Logging in to the Novell Service Desk User Interface through 
ZENworks" on page 24. 
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3.1.3 


3.2 


2 Inthe Tasks panel, click the service request you want to resolve. 
3 Inthe ZENworks Tools panel, click Bundles. 


4 Inthe Filter option of the Bundles panel, select Customer Bundles. 


Listing All the ZENworks Bundles 


To list all the ZENworks bundles that are available on the ZENworks server that is registered with 
Novell Service Desk: 
1 Log in to the Novell Service Desk user interface through ZENworks. 


For more information, see “Logging in to the Novell Service Desk User Interface through 
ZENworks” on page 24. 


2 Inthe Tasks panel, click the service request you want to resolve. 
3 Inthe ZENworks Tools panel, click Bundles. 
4 Inthe Filter option of the Bundles panel, select All Bundles. 


Viewing Bundle Information 


1 Log in to the Novell Service Desk user interface through ZENworks. 


For more information, see “Logging in to the Novell Service Desk User Interface through 
ZENworks” on page 24. 


2 Inthe Tasks panel, click the service request you want to resolve. 
3 Inthe ZENworks Tools panel, click Bundles. 


4 Inthe Filter option of the Bundles panel, select the category of the bundles whose information 
you want to view. 


For example, selecting Device Bundles lists all the bundles that are assigned to the device for 
which the service request has been entered. 


5 Inthe Bundles panel, click the name of the bundle whose information you want to view. 
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Novell 


Progess Qi 
Bundle Management PA) 51555 
Customer Raghu Kota 11/1012 16:51 
Org unit. " 2 Days, 23 Hrs, 50 Mins (100%) 
Phone 110712 16:51 
Locel Time Wed, 7 Nov 2012 Customer Device 
Details 
Name ZEN11SP2P1-Linux-Bundle-Oracle-Clert-11 
Display Name ZEN11SP2P1.Linux-Bundle-Oracie-Clert-1 1 
Type Linux Bundle. 
Version 1 
Enabled true 
Hes Sandbox No 
Description 


Escalation Layer (Layer 1 of 1) 
Technicien Shashi Kala 


Subject | install groupv 


Description | instan QIOUDW we rre 


The Details tab in the Bundles Information panel displays the bundle’s details such as name, 
display name, type, version, and description. 


3.3 Assigning a Bundle to a Device 


You can use the Novell Service Desk user interface to assign bundles to devices. The assignment 
changes are reflected in the ZEN works Control Center of the ZENworks Primary Server that is 
configured with Novell Service Desk. For more information on configuring the ZENworks Primary 
Server with Novell Service Desk, see . 


You can also remove the existing bundle assignments. For information on removing the assignments, 
see "Removing a Bundle Assignment from a Device" on page 30. 
1 Login to the Novell Service Desk user interface through ZENworks. 


For more information, see "Logging in to the Novell Service Desk User Interface through 
ZENworks" on page 24. 


In the Tasks panel, click the service request you want to resolve. 

In the ZENworks Tools panel, click Bundles. 

In the Filter option of the Bundles panel, select All Bundles. 

In the Bundles panel, click the name of the bundle that you want to assign to the device. 
Click the Device tab. 

Click Add. 


"o0 BB Q NM 
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Service Terms 

Service 

Agreement Warranty 
Progress GE 

11/07/12 16:51 

11ΛΘΗ2 16:51 

2 Days, 23 Hrs, 50 Mins (100%) 

11/07/12 16:51 


iid Add note) Sienna) 
Contact. 
Customer Raghu Kota 
Org Unit 
Phone 
Local Time Wed, 7 Nov 2012 
στο tem 
Type VMware Virtual F 
Number 100004 
Status Arrived 
Criticalty Moderate 
Details 
Classification General 
Urgency Moderate 
Impact Moderate 
Priority. Medium 
Escalation @) On Οὔ. 
Escalation Layer (Layer 1 of 1) | 
Technician Shashi Kala 3 


Incident # 10010 | 


Bundle Management 


Details Customer 


2ZEN11SP2P 1-Linux-Bundle-Oracle-Client-11 


Assign Bundle | 


Selected Device(s) @ 100003 | 3 
Find Item (Item Type) 


Item Number 
| 100003 
| 100004 


2 tem Type E 
VirtualBox | 
VMware Virtual 
Platform 
VMware Virtual | 
Platform 
VMware Virtual 
Platform. 


| 
| 100005 
| 

| 100006 


1 -4 of 4 Results 


‘Shortcut Location 


T ]Application Window |- 
| ]Quick Launch 


_| Start Menu 


‘Subject | install groupv > E 


Description | 


install group. 


p New & Alerts 


8 In the Find Item option, click @ to list all the devices that you can assign the bundle to. 


9 Click the device you want to assign the bundle to. 
10 Click Assign. 


The Device tab lists the bundles assigned to the device. 


11 Click Done. 


3.4 


Assigning a Bundle to a Customer 


You can use the Novell Service Desk user interface to assign bundles to customers. The assignment 
changes are reflected in the ZENworks Control Center of the ZENworks Primary Server that is 
configured with Novell Service Desk. 


You can also remove the existing bundle assignments. For information on removing the assignments, 
see “Removing a Bundle Assignment from a Customer” on page 31. 


1 


"Oo σα. Q NM 


Log in to the Novell Service Desk user interface through ZEN works. 


For more information, see "Logging in to the Novell Service Desk User Interface through 
ZENworks" on page 24. 


In the Tasks panel, click the service request you want to resolve. 

In the ZENworks Tools panel, click Bundles. 

In the Filter option of the Bundles panel, select All Bundles. 

In the Bundles panel, click the name of the bundle that you want to assign to the customer. 
Click the Customer tab. 

Click Add. 
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30 


8 
9 


10 


Service Terms 
Service 
Agreement Warranty 
Progress Cc» 
x | 107121651 
4 | 4/1012 16:51 


Incident # 10010 


|. Bundle Management 
Customer Raghu Kota = 


Tore ZEN11SP2P1.Linux-Bundle-Oracle-Client-11 — 110721651 
Local Time Wed, 7 Nov 2012 Creme ore 
πας Selected User(s) (ϐ) Ramnish Kumar ξ--------- 
Type VMware Virtual F Find User (Last Name) 
Number 100004 | eoo 
Status Arrived 
‘Customer & Role 
Crüicalty Moderate 
Details Chetan Kumar Technician 
Classification General | Nagaraj V Administrator E 
Urgency Moderate Radha K Partner 
impact Moderate | Raghu Kota Customer 
Priority Medium Rajendra Paraddi Manager 
Esceletion’ @on ott Ramnish Kumar Customer 
Sankar R Finance 
Escalation Layer (Layer 1 of 1) 
Technician Shashi Kala Santosh P Administrator 
| Shashi Kala Supervisor d 
1-9 of 9 Results 


Subject | install groupy Shortcut Location EE FEE ς rm 


Description ο μ.μ rs I — ad 


In the Find Item option, click @ to list all the customers to whom you can assign the bundle. 
Click Assign. 

The Customer tab lists the bundles assigned to the customer. 

Click Done. 


3.5 Removing a Bundle Assignment from a Device 


You can use the Novell Service Desk user interface to assign bundles to devices. The assignment 
changes are reflected in the ZENworks Control Center of the ZENworks Primary Server that is 
configured with Novell Service Desk. For more information on assigning a bundle to a device, see 
Section 3.3, “Assigning a Bundle to a Device,” on page 28. 


To remove the bundle assignment from a device: 


1 
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Log in to the Novell Service Desk user interface through ZEN works. 


For more information, see "Logging in to the Novell Service Desk User Interface through 
ZENworks" on page 24. 


In the Tasks panel, click the service request you want to resolve. 

In the ZENworks Tools panel, click Bundles. 

In the Filter option of the Bundles panel, select Device Bundles. 

In the Bundles panel, click the name of the bundle that has been assigned to a device. 
Click the Device tab. 


Select the assignments that you want to remove and click Remove. 
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3.7 


Removing a Bundle Assignment from a Customer 


You can use the Novell Service Desk user interface to assign bundles to customers. The assignment 
changes are reflected in the ZENworks Control Center of the ZENworks Primary Server that is 
configured with Novell Service Desk. For more information on assigning a bundle to a device, see 
Section 3.4, "Assigning a Bundle to a Customer," on page 29. 


To remove the bundle assignment from a Customer: 


1 Log in to the Novell Service Desk user interface through ZEN works. 


For more information, see "Logging in to the Novell Service Desk User Interface through 
ZENworks" on page 24. 


In the Tasks panel, click the service request you want to resolve. 

In the ZENworks Tools panel, click Bundles. 

In the Filter option of the Bundles panel, select Customer Bundles. 

In the Bundles panel, click the name of the bundle that has been assigned to a customer. 
Click the Customer tab. 


"Oo ο ο ο ΌΟ 


Select the assignments that you want to remove and click Remove. 


Searching For Bundles 


You can use the Novell Service Desk user interface to search for a bundle that has been assigned to 


the device for which the service request has been entered or the customer who has entered the service 


request. 
To search for the bundle: 


1 Log in to the Novell Service Desk user interface through ZENworks. 


For more information, see “Logging in to the Novell Service Desk User Interface through 
ZENworks” on page 24. 


2 Inthe Tasks panel, click the service request you want to resolve. 
3 Inthe ZENworks Tools panel, click Bundles. 
4 Inthe Bundles panel, click Search. 


Managing ZENworks Bundles 


31 


32 


Novell 


le 11/0712 16:51 
le 1140121651 
Xj 2Days, 23 Hrs, 46 Mins (10096) 


Name ZEN 


Type Any 


Category Any 
Message Status Any 
Complance Status Any 
Severity Any 

L Include Subfolders 


ειειειεις 


n 110722 16:51 


Subject | install grout 


Description install groupwise client 


5 Inthe Search Bundles panel, specify one or more of the following: 


Search Criteria Description 


Name Specify the name of the item you are 
searching for. 
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Additional Information 


Use the operator that is most appropriate for 
your search. You can include wildcard 
characters such as an asterisk (*) or a 
question mark (?). The search criteria are not 
case-sensitive. 


For example, if you specify the name as win*, 
then all items that have win as a part of the 
name are listed, such as Win1, or bun_win. 


Search Criteria Description 


Type Select one of the following types: 


* Folder: The search is limited to 
the folders containing bundles. 


* Bundle Group: The search is 
limited to the bundle groups. 


* Bundle: The search is limited to 
the bundles. 


* Linux Bundle: The search is 
limited to the Linux bundles. 


* Linux Dependency Bundle: 
The search is limited to the Linux 
Dependency bundles. 


* Linux Patch Bundle: The search 
is limited to the Linux Patch 
bundles. 


* Patch Bundle: The search is 
limited to the Patch bundles. 


* Preboot Bundle: The search is 
limited to the Preboot bundles. 


* Windows Bundle: The search is 
limited to the Windows bundles. 


Category Select a bundle category. 


Message Status Select a message status. 


Compliance Select a compliance status. 

Status 

Severity Select a severity. 

Include Select the Include subfolders option to 
subfolders enable the search to be performed 


within the subfolders. 


3.8 Blocking the Bundles 


Additional Information 


Any is selected by default. 


You can choose to specify multiple search 
criteria at the same time. 


For example, if you specify the name as 
win*, then all the entities having win as a part 
of its name are listed. 


if you specify the name as win* and the type 
as Windows Bundle then only the Windows 
bundles with win as a part of the name are 
listed. 


Any is selected by default 
Any is selected by default 


Any is selected by default 


Any is selected by default 


You can block the device-assigned bundles or the customer-assigned bundles from being executed on 


the device to which the bundles are assigned. 
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3.8.1 


Novell 


e—— Meis Aaa) Sh Pu Incident # 10010 
Contact |, Bundie Management X He 1107021651 
Customer Raghu Kota me 1110121651 
Org Unk Bundles ing 2 Days, 6 Hrs, 35 Mns (76%) 
Phone m » jon 11/0712 1651 
sere muaro | AME TS μυ CD Fer Device Bundles τ! Display 10 =|) fey 


Service 
Ageemert Werrarty 
Promess QUIS 


ΓΕ wem 


Type VMware Virtua | (Sz) ZENIISPIPI-Lirux-Bunde-Adobe-95 Linux Bundle Pending Effective 0 


Number 100004 [O €1504149c070e129bb6f69ea43dac28 Ale Bundle Wrong Platform 1 | 
Status Arrived 
Critically Moderate 

Details. 


te 
Cnet cones m 


Urgemey Moderate 
Impact Moderate 
Priority Medium 
Escalation © on c 
Escalation Layer (Layer 1 of 1) 
Techeican Shashi Kala 


Subject | install group 


πίτα install groupas sner ΤΙ — 


* Section 3.8.1, “Blocking the Bundles Assigned to a Device,” on page 34 
* Section 3.82, "Blocking the Bundles Assigned to a Customer," on page 34 


Blocking the Bundles Assigned to a Device 
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Log in to the Novell Service Desk user interface through ZENworks. 


For more information, see "Logging in to the Novell Service Desk User Interface through 
ZENworks" on page 24. 


In the Tasks panel, click the service request you want to resolve. 

In the ZENworks Tools panel, click Bundles. 

In the Bundles panel, ensure that the Filter option is set to Device Bundles. 
Select the device-assigned bundles that you want to block. 


Click Block. 
The status of the block operation is displayed in the Bundle Management window. 


3.8.2 Blocking the Bundles Assigned to a Customer 


1 Log in to the Novell Service Desk user interface through ZENworks. 


For more information, see "Logging in to the Novell Service Desk User Interface through 
ZENworks" on page 24. 


2 In the Tasks panel, click the service request you want to resolve. 


3 In the ZENworks Tools panel, click Bundles. 
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4 Inthe Bundles panel, set the Filter option to Customer Bundles. 
5 Select the customer-assigned bundles that you want to block. 
6 Click Block. 


The status of the block operation is displayed in the Bundle Management window. 


3.9 Unblocking Bundles 


You can unblock the device-assigned bundles or customer-assigned bundles that have been blocked 
from being executed on a device. 


Novell 


Agreement Warranty 
Pronrecs (iig Ππππππππππππππππτν 


x | me 157221651 
Με 1170721551 
Τα 2 Days, 6 Hrs, 31 Mns (76%) 
fon 1197021651 


Subject [instat group 
Desenphon 


install grOUp rise ren 


Review the following sections: 


* Section 3.9.1, “Unblocking Bundles Assigned to Devices," on page 35 
* Section 3.9.2, "Unblocking Bundles Assigned to Customers,” on page 36 


3.9.1 Unblocking Bundles Assigned to Devices 


1 Log in to the Novell Service Desk user interface through ZENworks. 


For more information, see "Logging in to the Novell Service Desk User Interface through 
ZENworks" on page 24. 


2 In the Tasks panel, click the service request you want to resolve. 
3 In the ZENworks Tools panel, click Bundles. 


4 In the Bundles panel, ensure that the Filter option is set to Device Bundles. 
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5 
6 


Select the blocked bundles that you want to unblock. 
Click Unblock. 


The status of the unblock operation is displayed in the Bundle Management window. 


3.9.2  Unblocking Bundles Assigned to Customers 


1 


o cd ο U NM 


Log in to the Novell Service Desk user interface through ZEN works. 


For more information, see "Logging in to the Novell Service Desk User Interface through 
ZENworks" on page 24. 


In the Tasks panel, click the service request you want to resolve. 
In the ZENworks Tools panel, click Bundles. 

In the Bundles panel, set the Filter option to Customer Bundles. 
Select the blocked bundles that you want to unblock. 

Click Unblock. 


The status of the unblock operation is displayed in the Bundle Management window. 


3.10 Bundle Quick Tasks 


Novell Service Desk allows you to quickly perform certain actions on one or more devices: 
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Log in to the Novell Service Desk user interface through ZENworks. 


For more information, see “Logging in to the Novell Service Desk User Interface through 
ZENworks” on page 24. 


In the Tasks panel, click the service request you want to resolve. 
In the ZENworks Tools panel, click Bundles. 
In the Bundles panel, ensure that the Filter option is set to Device Bundles. 


Select the bundles on which you want to perform the quick tasks and then click Quick Tasks. 
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Novell 


Agreement Warranty 
===» 


κ" 
le 1107121651 
le 1110121651 
Ὁ 2 Days, 23 Hrs, 46 Mins (10096) 
n 1107121651 


Escalation Layer (Layer 1 of 1) 
Technicien Shashi Kala 


‘Subject | install group 
Description 


install groupwise client 


In the Bundle Quick Tasks panel, select the quick task action you want to perform. 


* 


* 


Install Bundle: Lets you immediately install a bundle to one or more devices. 


Uninstall Bundle: Lets you uninstall a bundle from one or more devices. Uninstalling a 
bundle does not remove its assignments or prevent the bundle from being reinstalled. 


Launch Bundle: Lets you immediately launch a bundle for one or more devices. If the 
bundle is not already installed, it is installed and then launched 


Verify Bundle: Lets you verify if the specified bundle is properly installed on the device. 


Distribute Bundle: Lets you distribute (download and install) the specified bundle on the 
device. 


Click Execute. 


The status of the quick task action is displayed in the Bundle Management window. 
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Using ZENworks Remote Management 
with Novell Service Desk 


Novell Service Desk allows you to remotely manage a device on the Service Desk Web console by 
using the ZENworks Control Center Remote Management capability. You can do the following: 

9 Remotely control a managed device 

9 Remotely log in to a managed device 


* Launch the Remote Management Viewer 
To perform Remote Management operations in Novell Service Desk: 


1 Log in to the Novell Service Desk user interface through ZENworks. 


For more information, see Section 2.10, “Logging in to the Novell Service Desk User Interface 
through ZENworks,” on page 24. 


2 Select the required remote operation from Operations list. 
3 Click Download to ensure valid viewer plugins are downloaded and installed. 


The appropriate MSI files are downloaded for Windows devices, and RPMs are downloaded for 
Linux devices. 


4 Click Start. The remote machine screen appears. 
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For more information on performing Remote Management operations, see the ZENworks 11 Remote 
Management Reference (http://www.novell.com/documentation/zenworks11/pdfdoc/ 
zen11_cm_remote/zen11_cm_remote.pdf). 
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Novell Service Desk and ZENworks 
Integration Checklist 


For ZENworks and Novell Service Desk integration the following checklist has to be followed: 


¢ Ensure that ZENworks Primary Server and Novell Service Desk Servers are in sync. Time 
difference must be within 1 minute. Use NTP to ensure that time is accurate on the servers. Time 
drift is a common occurrence in virtual environments. 


* Ensure that ZENworks Primary Server and Novell Service Desk Servers resolve each other's host 
names to IP addresses.Use static IP addresses and have entries in your DNS system for these 
servers. 


* Ensure that ZENworks and Novell Service Desk reference to the same LDAP source. 


* Ensure that the GUID field in the Advanced settings of LDAP configuration is appropriately 
configured to the LDAP source used. In the drop-down list for GUID field, ensure the below 
parameters are selected: 


* GUID for eDirectory 
* objectGUID for Active Directory 
* entryUUID for OpenLDAP 
Appropriate GUID configuration is required to perform remote management operations. 


* Ensure that devices from ZEN works are imported into Novell Service Desk's CMDB to use 
bundle management capabilities. 


5.1 Troubleshooting 


The common troubleshooting scenarios are: 


* Section 5.1.1, "Cannot see ZENworks menu option in the Setup," on page 41 


* Section 5.1.2, "Error message on clicking the Bundles icon in the ZENworks Tools panel of the 
request summary screen," on page 42 


* Section 5.1.3, "Can assign bundles to devices but unable to assign to users," on page 42 


* Section 5.1.4, "Error message on clicking the Remote Control icon in the ZENworks Tools panel 
of the request summary screen," on page 42 


5.1.1 Cannot see ZENworks menu option in the Setup 


1 Loginto the Novell Service Desk user interface as a supervisor or administrator. 
2 Click Setup » Privileges » System. 
3 In the General Settings panel, set the Enable ZENworks Integration option to On. 


ZENworks menu option shall be available in Setup 
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5.1.2 


5.1.3 


5.1.4 


Error message on clicking the Bundles icon in the ZENworks Tools 
panel of the request summary screen 


1 Verify that the time difference between ZENworks Primary Servers and Novell Service Desk 
Server is within 1 minute. 


2 Verify that the user has correct roles and privileges in ZENworks Control Center. 


Can assign bundles to devices but unable to assign to users 


Can assign bundles to devices but unable to assign to users, fails with the error message: Warning Fail 
to assign the Bundle to user(s): «username». Contact ZENworks administrator for more details on the 
operation failure. 


1 Ensure that ZENworks Configuration Management and Novell Service Desk refer to the same 
LDAP source. 


2 Verify that the LDAP source name used in Novell Service Desk and ZEN works Control Center 
are the same. 


3 Verify that the user has correct roles and privileges in ZENworks Control Center. 


Error message on clicking the Remote Control icon in the ZENworks 
Tools panel of the request summary screen 


1 Verify that the GUID field in the Advanced settings of LDAP configuration is appropriately 
configured according to the LDAP source used. In the drop-down list for GUID field, ensure the 
below parameter is selected: 


* GUID for eDirectory 
* objectGUID for Active Directory 
* entryUUID for OpenLDAP 


2 Ensure valid viewer plugins are downloaded and installed. 
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